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ABSTRACT 
 

There have been a number of writers and philosophers dealing with the near 

draught like condition that Indian e-commerce/business and subsequently e-governance 

firms/organisations presently face. It is often said that e-commerce may in fact be the 

future of commerce, but if it is, then the future is in real sense a tough place to look into. 

Online retail as well as wholesale sectors are confronted by a multiple but curable 

difficulties and ailments. A number of multi and transnational corporations spent 

millions and billions of rupees with an objective of building a viable alternative to an 

already well established traditional system. Some corporations in haste to make up 

technological and physical barriers, bit off more than they would chew, resulting into 

indigestion of a severe degree. Examples of Flipkart, Indiaplaza, Myntra and others 

which spent millions of dollars can be cited. This volatile scene on the part of several 

giants promoted thinkers develop a hypothesis that e-commerce/business is at risk of 

loosing their sheen as they tend to ignore sustainability in the search of greater market 

share. It is so because e-commerce/business in India is about new ICT with no 

entrenched competition. Therefore, the objective is seeking as many customers as 

possible in quickest way so that other later competitors are not able to enter and 

compete. 

By going through this above mentioned first part of abstract of the present paper, 

one feels that the present and also the future of e-commerce/business is gloomy if not 

gloomiest. However, the market survey and also the reports of some government as well 

as non government organisation suggests that substantial improvements have taken place 

as far as lives of the masses are concerned. Business/corporate world is as much 

beneficiary as is society at large. E-commerce/business gave birth to e-governance 

wherein ICT is used by government, its agencies and also by the bureaucrats to 

communicate directly and in a quickest way with their subordinates, seniors and also 

with democrats so as to implement/execute plans and policies aimed at improving the 

overall socio-economic conditions of the nation as a whole and also those of nationals in 

shortest possible time. Needless to mention here that in the absence of ICT in past, 

plans/policies’ execution used to be not an easy task on the part of government 

machinery/officials assigned with the multiple task of ensuring overall sustainable 

economic development of the country. 
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The present time is characterised by not only e-commerce/business and e-

governance but by e-education as well wherein books i.e. hard copies of text and 

reference books have got a second fiddle. 

Normal classroom and text/reference books are being gradually replaced by e-

classroom or smart classroom equipped with power point, e-books, internet access etc. 

Moreover multimedia mobile phones are being excessively used by students and teachers 

alike so as to update their knowledge and information and thus the days ahead will 

exhibit a rosy picture in context of e-commerce/business, development of human 

resources through the ICT which in turn will facilitate overall socio-economic upliftment 

of society as a whole in near future. 

 

INTRODUCTION 

 

Primarily speaking e-governance is about the use of information and communication 

technology to raise the quality of the services that governments and other NGOs deliver to 

citizens and businesses. It is also expected that it reinforces the connection between public 

officials and communities thereby leading to a stronger, more accountable and inclusive 

democracy in short as well as long run. 

Putting the "e" on services, such as e-health, e-participation, e-voting, e-environment or e-

weather, serves as a guide to the wider subject matter of e-governance, which can, in time, be 

imprinted on the public mind. More importantly, the use of terms such as e-governance or e-

commerce or e-business leads to the creation of an identifiable discipline or field of 

study/work/research. This widens the development of the subject beyond the parameters of 

simply government boundaries to the larger spheres of civil society, associations, unions, 

federations of such associations/unions, the business community, non government, national as 

well as international organizations and the academic world as such. 

The "e" world only leads to a lessening of accountability of the plans and activities in 

which any government is engaged. In society, it is the identifying of concepts through words 

and phrases that leads to cohesion and order. Subject matters create an ambience among 

different categories of stakeholders throughout the society. For example, "public 

transportation" or "environmental" issues are phrases understood by citizens who then relate 

them in their minds to the mass movements of past and also that of our times. To move away 

from this identification that has been communicated through government websites, at the 

political level and in various kinds of the media at a large scale.  

The use of information and communication technologies (ICT) in public 

administrations combined with organizational change and new skills in order to improve 

public services and democratic processes and strengthen support to public policies of diverse 

nature is indeed a most welcome step and idea. 

In e-governance, the pathologies go beyond disenfranchisement, defined as citizens using the 

web to become ever more narrowly enfranchised.  

 

"E-GOVERNMENT" DIFFERS FROM "E-GOVERNANCE" 

 

"Government's foremost work is to axis society on achieving the community attention"  

"Governance" is a way of describing the links between government and its broader 

environmental components e.g., political, social, administrative, cultural, economic and 

legal." 
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E-government provides governmental services electronically, usually over the Web, to reduce 

the physical character of customer transactions by recreating them virtually, and, 

E-governance predicts employing the web and internet to overhaul how the state conducts its 

democratic dealings by using networked interactions with citizens to foster transparency and 

participation with the objectives of ensuring efficiency in operations and development of 

human resources and ultimately prosperity of society as a whole. 

Attempts to redefine e-government and e-governance would be little bit difficult to the public 

society that knows the goal that government is trying to achieve through different means. 

Technological historians note that before managers took advantage of digital applications, 

such as the management information systems (MIS), the underlying conventions evolved 

from a tripartite framework. At the beginning, electrical engineers drove technological 

innovations in hardware developments, as they wanted to construct machines for extending 

automation and complex reasoning. Software engineers thereafter applied mathematical tools 

and analysis to the newly developed hardware, followed by the creation of programs that 

yielded data to be classified, organized, distributed, stored, and retrieved. The systems theory 

and technological determinism provide a rationale for public investment in information 

technology, hardware and software both. 

 

CONCEPTUAL CLARIFICATION  
 

Government is an institutional superstructure that society uses to translate politics into 

policies and legislation. Governance is the outcome of the interaction of government, the 

public service, and citizens throughout the political process, policy development, program 

design, and service delivery system. 

 

FRAMING THE COMPARISON BETWEEN FEW TERMS WITH REGARD TO E-

COMMERCE 

 
Governments are specialized institutions that contribute to governance of several 

types. Representative governments seek and receive citizen support, but they also need the 

active cooperation of their public servants. Governance is the outcome of politics, policies, 

and programs on the part of democrats and bureaucrats both. 

 

E-government E-governance 

Electronic Service Delivery  Electronic Consultation  

Electronic Workflow  Electronic Controllership  

Electronic Voting  Electronic Engagement  

Electronic Productivity  Networked Societal Guidance  

 

NATURE OF E-GOVERNANCE  

 

E-governance is virtual interactions of monitoring agencies and contacting agencies 

via e-mail. The interval between e-governance and e government convergence establishes 

opportunities to carry out more convenient practices, that is, by extrapolations of both e-

government's administrative customer transactions and e-governance's citizen interactions. As 
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a matter of fact, when e-governance and e government, converge the blatant tensions emerge 

between them. As the two variables incite both positive and also negative effects, these 

tensions can have possible lingering costs for governance. Optimally, as long as union 

maintains a steady-state equilibrium, positive outcomes persist such as continuing e 

government's virtual agencies and e-governance's virtual governance. Sub-optimally, negative 

results spillover as convergence leads both e-government and e-governance to incline towards 

their opposite axes with damaging impacts ultimately on governance. 

The application of e-governance is beginning to change though in some small ways, the 

traditional hierarchal forms of government. To deliver public services electronically, new 

types of interactions are often needed among departments or agencies, which are in turn 

changing the internal dynamics of government and government agencies. The rise of e-

governance is part of e-evolution which is also altering the relationship between government 

and citizen. Many governments are pledging to move in this direction but progress towards 

results has been somewhat slow. The precepts are easy to articulate but practically attaining 

desired results is proving to be more difficult to achieve. Part of this can be explained through 

the hierarchal nature of main organizations and their sub-systems and the current role of 

representative government(s) in democratic societies. External groups and individuals, on an 

international scale, are working to change this dynamics. However, governments are moving 

at a slower and different pace than groups and citizens who are using the Internet to influence 

the evolution of government programs, policies and legislative implementations at several 

levels. 

The potential of e-governance to empower the citizens has been the subject of many 

discussions, arguments and counter arguments at all levels. Information and Communication 

Technologies (ICT) offers access to worldwide information, increased capacity to 

communicate and interact online, as well as a host of other rich experiences to individuals 

and also groups of individual with the means to access them. Governments around the world 

have developed many programs to cross the digital divides that exist in their own countries 

and stimulate their economies through grants, investment and other mechanisms. However, 

for empowerment of the citizen having an impact on government or the political process, 

there is still a long way to go before the dream and ideal of e-governance is reached in the 

whole of India in general and the rural one in particular. 

Tools are being developed for online consultations among the governments, citizens, 

action groups and business, but the results are still limited. There is much discussion and 

interaction among groups and citizens and, to a certain extent, between government and the 

citizenry. However, e-governance is evolving within society more on the level of group to 

group and peer-to-peer interactions with participants using ICTs to enhance and better their 

lives at almost all levels. The latter is a form of e-governance that has minimal influence from 

government, except to the degree that people might use online or offline government 

information and knowledge to further their work. Community and online groups work well 

when these people are driven by individual interest, no matter what the cause is or might be. 

E-governance, in relation to government and how we are governed, if and when it takes hold 

as a mass movement will have to be driven by a large section of the population who firstly, 

want to participate actively in government at some level and secondly, are willing to see a 

new form of  governance evolve in a gradual way. 

The change will depend on the degree to which people want to be more engaged in 

government and on the emergence of new political thinkers who will think through to the 

next evolution of governance in near future. 
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ICTs are putting a certain amount of power, albeit a small one to date, in the hands of 

the citizens at large. E-governance is alive and vibrant, through citizens and interest groups, 

in many jurisdictions around the world, but in terms of government budgets, funding 

allocated to  governance programs has been limited compared to the billions and trillions of 

rupees spent on e governance schemes. National administrations and large multi and 

transnational corporations control the current e-governance proposals on a local, 

state/provincial, national and international scale. The latter is promoting particular 

technologies, especially for online voting, but also evolving technologies that will better 

serve the needs of the citizens coming to government web sites.  

Through the new technologies being developed at a very fast speed, a non-linear 

world of time and distance is merging in people's minds, and the world is being seen in new 

dimensions not known before in our history of development of civilisation. It is this potential 

that will drive the change in our society. It is not necessarily because there is a younger 

generation coming up who are integrated with the technology and have adapted it with 

effortlessness. Moderately, it is the potential of what these technologies can do that holds 

within the minds of so many the seeds of change. We have only begun to realize the true 

dimension and scale of where governance development and management of human resources 

and ultimately service to the society at large might go with e-governance at micro as well as 

macro level. It is only e-commerce which makes possible the effective and efficient 

governance resulting into development of human capital/ resources at a very faster level. And 

all this goes a long way in serving society in a direct as well as indirect way. It is such a multi 

facet and trans-dimensional easiest system through which multi-sectoral positive changes in 

respect of governance, HRM&D and large scale service from top to bottom can be 

conveniently effected. 

 

GOVERNMENT, E-COMMERCE AND E-GOVERNANCE STRATEGIES  

 

ICT policy is encouraged by government, business change is distributed by 

government, customer and corporate services are dependent on government, and democratic 

engagement is also explored by government. Moreover, modern governments with serious 

transformational intent see technology as a strategic assets and not just a tactical tool. 

Technology alone does not transform governments, but government cannot transform to meet 

modern citizens' expectations without it i.e., information and communication technology. So 

strategy's vision is about using best technology available to deliver public services and policy 

outcomes that have an impact on citizens' daily lives through greater choice and 

personalization, delivering best public services, such as health, education and pensions; 

benefiting communities by reducing burdens on front line staff and giving them the tools to 

help break cycles of crime and deprivation; and improving the economy through better 

regulation and leaner government. There are new information assurance risks like terrorists, 

organized criminals’, syndicates and hackers who threaten information and services, and theft 

of identity and of personal data is of highly increasing concern to all the stakeholders. 

The world is changing around us at an incredible pace due to remarkable technological 

positive changes taking place at fastest pace. The future of public services has to use ICT to 

give citizens the choice, with personalized services designed around their needs not the needs 

of the provider. Within the public services, we have to use ICT to join up and share services 

rather than duplicate them. Modern governments both in policy making and in service 

delivery relies on accurate and timely information about citizens, businesses, animals and 
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assets and all that is possible only with the help of ICTs. Information sharing, management of 

identity and of geographical information, and information assurance are therefore crucial. The 

following strategies are needed to achieve the vision mentioned above: 

 

• Services enabled by ICT must be designed around the citizen or business, not the 

provider, and provided through modern, coordinated delivery channels and well 

coordinated system. This will improve the customer's expectations and experiences, 

achieve better policy outcomes, reduce paperwork burdens and improve efficiency by 

reducing duplication and routine processing, leveraging delivery capacity and 

streamlining processes of various types. 

• Government should move to a shared services culture in the front office, in the back 

office, in information and in infrastructure and release efficiencies by standardization, 

simplification and sharing at all levels. 

• There should be broadening and deepening of government's professionalism in terms of 

the planning, delivery, management, skills and governance of ICT enabled change. It will 

result in more successful outcomes; less costly delivery failures; and increased confidence 

by citizens and politicians in the delivery of change by the public services of several sorts. 

 

PROSPECTS 

 

Virtually every public service depends upon large scale processes and technology, 

particularly the large and complex transactional systems that support individual and front line 

public services. Most of the public services would simply not function at all without their 

reliable operation. Many of these systems are also old and custom built, use obsolete 

technologies, are relatively costly to maintain by modern standards, and hence stretch the 

capability of the whole of the technology industry when it comes to amending or replacing 

them. In addition, until recently, most of the technology investment has been on transactional 

or back office functions and not on systems to support front line staff like doctors and nurses, 

teachers, police, social workers and many others alike. Systematically engaged with citizens, 

business and front line public servants to understand and then specify the transformational 

changes which service providers need to meet learning from the best practices already within 

the public sector, from other governments as well as from the private sector too. 

As a part of e-commerce and e-governance strategy to create a service transformation 

board whose role is to set overarching service design principles, promotes best practices, 

signpost the potential from technology futures and challenge inconsistency with agreed 

standards. Develop modern channels for society as a whole and business access to services, 

and actively manage the shift in channels towards the most efficient and effective customer 

service centers, such as those for customer contact or payment processes, where there is 

ample scope for rationalization through sharing, particularly if central, local and other public 

sector bodies can team up to do something better. Human resources, finance and other 

corporate services, where improved professionalism, excellence, standard systems and 

processes and effectiveness of these corporate functions should achieve efficiency gains 

across the whole public as well as private sector and in the functions themselves, as well as 

enhancing the employee experience and realizing indirect efficiencies from better financial, 

personnel, knowledge and overall assets management. Common infrastructure, where as 

government services converge around the citizen and organizations adopt feasible 

commercial off shelf technology solutions, the ability to discuss and share items of common 
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infrastructure increases. The Common technology will enable joined up solutions, leverage 

investments and shorten the implementation timeframe of new reforms aimed at benefitting 

the masses in general and the concerned in particular. 

Data sharing is integral to transforming services and reducing administrative burdens 

on citizens and businesses. However, privacy rights and public trust need to be retained. 

There will be a new ministerial focus on finding and communicating a balance between 

maintaining the privacy of the individual and delivering more efficient, higher quality 

services with minimal involvement of bureaucracy. Information management and ICT both 

are to facilitate the move towards more collaborative working on issues that involve a range 

of government and non government organizations, common standards and practices for 

information management will be developed, with an effective range of tools to allow the most 

efficient use and sharing of information to all those across government that have a legitimate 

need to see and use it so as to move ahead for ensuring better use of available resources. 

Information assurance despite the difficulties of a fast moving and hostile world, 

underpinning ICT systems must be well secured and convenient for those intended to use 

them. The risk management model based on strategy shall extend a simple, available 

architecture for its own networks to support this model in practice, with an updated 

application of the protective marking scheme for electronically held information. 

Government and its different agencies will also play its part to promote public confidence by 

leading a public/private campaign on internet safety and by a new scheme to deliver a wider 

availability of assured products and services to the needy people cutting across the affluence 

level and poverty lines. 

Identity management is a holistic approach to management, based on a suite of 

identity management solutions that enable the public and private sectors to manage risk and 

provide cost effective services trusted by customers, stakeholders and the society as a whole. 

These will rationalize electronic gateways and citizen and business by record numbers. They 

will converge towards more scientific biometric identity cards and the National Identity 

Register. This approach will also consider the practical and legal issues of making wider use 

of the national insurance number to index citizen's records as a transition path towards a 

national identity card. Technology standards and architecture ensure that government's 

technology is cost effective in terms of public and private sector partnership and other best 

practices in place. Legacy systems will be progressively refreshed by taking advantage of 

open standards, commercial off the shelf products and assets’ re-use, expenditure will be 

substantially reduced and capacity freed for the transformational agenda. A regular forward 

look at demand and supply of ICT services and software and an agreed forward sourcing 

strategy, including action to ensure capacity building and competition in the market. Active 

management of strategic ICT supplier intelligence, relationships and performance across 

government, use the standard assessment framework. An agreed performance plan for each 

major purveyor/provider to improve that purveyors/provider's delivery, capability and 

partnering with current and future public sector customers. Support of the use of standardized 

contracts, products, services and service boundaries, and contracts and service management 

models. Generally ICT strategies formulated by the administration and management have 

focused on the establishment of the ICT infrastructure as well as the dissemination of ICT 

related equipment. From this point of time onward, however, it is necessary for us to raise the 

level and improve the utilization of ICT, and start taking significant steps towards the 

revolution of our society using the structural reform powers of ICT at all levels. 
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When considering information technology, it's easy to remain focused on advanced 

technologies rather than on the people who need to use these technologies. We believe, 

however, that it is essential to formulate ICT policies in terms of ICT users and people at 

large. It is also preferable that ICT become infrastructures that users can utilize such as ICT 

revolutions and when the spontaneous demands arise and forgetting these technologies 

become synonymous to that of like air and water. In other words, ICT should exist in such a 

way that people will experience convenience and feel their outstanding effects in all areas 

including day to day activities in their lives. And, through these various improvements in our 

daily lives, a society will emerge hopefully in long run if not shortly in which various 

intellectual and cultural values will be created out of the interactions and collaborative 

activities that occur among people of differing backgrounds, culture and through an 

environment whereby knowledge and information is freely and easily circulated and 

exchanged. The effective and well planned policy will help in following multi dimensional 

ways 

 

• Development of infrastructure that can easily connect to networks that anyone can use at 

anytime from anywhere for any purpose and that has no digital divide as in case of  the 

world's most secure ICT society. 

•  Development of human resource bases with an eye towards the next generation's 

education and human resource development that will produce human resources which 

will be more competent or at least at par with their counterpart anywhere in the world 

e.g., America. Europe, Australia etc. 

•  Promotion of R&D that will form the foundation for the next generation ICT society and 

International contribution by providing problem solving models to the corporate world, 

government and other needy Non-Government organizations, individual or groups. 

• ICT Technologies have emerged into widespread use by masses for instance the mobile 

phone, electronic instruments and other mobile technologies which government has yet 

properly to exploit so as to be at par with private sector and other NGOs etc. 

• Sophisticated, holistic policy solutions, such as those set out in the government's election 

manifesto, rely upon effective and pervasive technology systems across government and 

beyond for instance to support offender management through offender profiling and 

management of rehabilitation plans and to deliver patients choice in the health care 

service at different levels. 

• Public use of the internet and mobile phones continue to rise at an unprecedently greater 

speed as people experience excellent services in parts of the private and public sector, so 

their expectations of public services rise across the board.  

• Citizens, businesses and the voluntary and community sector including large number of 

NGOs  benefit from the better regulation, reduced paperwork and lower costs from a 

leaner, modern, more effective public sector presently in the hands of ICT savvy 

professionals. 

• Public servants have better tools to undertake and perform their jobs, and the opportunity 

to provide better service as a result of their easy access to sufficient funds and other 

requirements. 

• Policy makers will be in a better position to achieve intended outcomes in practice. 

• Managers are able to free resources from back office to the front-line. 

•  Citizens feel more engaged with the processes of democratization of government funded 

programs and projects etc. 
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